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Study Objectives

National Service Research (NSR) completed a comprehensive research study for the City of
Farmers Branch, Texas, a community of 28,616 residents. The purpose of the citizen
assessment study was to provide an i ndicat
various city departments and programs.

v ldentify key measures of quality of life, public safety and service delivery

v Input from citizens will assist city officials in resource allocation, budget and policy
decisions

v ldentify where to maintain and improve city services

This study provides a measurement of how citizens feel about city service delivery and
programs. The data should be considered along with other factors such as input from
city officials and city staff when making budget and policy decisions.

NSR worked closely with the City of Farmers Branch staff throughout the research process.
The survey design was based upon input from city staff.

The citizen survey and detailed survey tables are presented in the Appendix of the technical
volume report.
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Sampling Plan and Data Collection Overview

V  The sampling plan included a mailed survey to 8,000 households (single and multi-family
units) proportionately distributed throughout the city. Households had the option of completing
the mailed survey or completing the survey online via the City website.

V  Residents were informed about the survey through a multifaceted approach:

A Press releases from the City (one introductory release prior to the survey mailing one mid-
way through the campaign and one during the final week of data collection)

Announcement printed on water bill
Large advertisements displayed in City Facilities (City Hall, library, recreation center)
Mailed survey to 8,000 households
Branch Bulletin E-newsletter (on-going throughout the data collection period)
Cable News crawl - (on-going throughout the data collection period)
Social media i Facebook, Twitter ((on-going throughout the data collection period)
A City website front page online survey link (on-going throughout the data collection period)
V  Surveys were mailed on August 27, 2012, the survey cut-off date was September 21, 2012.

V  Atotal of 784 responses were received via the mailed survey and 717 from the online survey.
The margin of error of this sample size (1501) at a 95% confidence level is plus or minus 2.6%.

V  Citizen surveys were conducted in 2008 and 2010. A total of 500 completed telephone
surveys were conducted in 2010 and 400 telephone surveys were completed in 2008 for each
of those studies. Comparisons are presented where applicable.

V  The citizen survey and detailed survey tables are presented in the Appendix of the technical
volume report.
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Importance / Quality Rating of City Services
(All Respondents)

Q. How Important are Q. Rate the Quality of
these city services? these Farmers Branch
. . Importance
_ _ city services Rank
Clty Service Very/Somewhat Importance Excellent Quality Mean
Important % Mean Score Good % Score
Providing public safety (police, fire, etc.) 98.2% 3.93 97.2% 3.70 1
Maintaining streets and roads 97.5 3.78 77.5 2.97 2
Programs to revitalilze9Qlhe |c B.53y §/s 543etl ai2zb5 alfr e a3
Residential trash services 96.0 3.80 87.1 3.35 4
Programs to revitalilze8t0he |[c B5ly 6|s 536egi @84nt|i alb
areas
Code enforcement services 88.1 3.46 61.8 2.68
Maintaining appearance of parks, 93.5 3.55 93.1 3.45
landscapes and facilities
Senior citizen services 77.8 3.21 89.0 3.25
Library services 82.4 3.26 83.4 3.12
Importance Rank T The sum of the first, second and third most important rankings for each City service.
Mean Score = A weighted average calculated on a scale of 1 to 4 with 4 being excellent or very important
and 1 being poor or not at all important. Respondents who did not rate a city service were excluded NATIONAL
from the mean score calculation. L .
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Importance / Quality Rating of City Services
(All Respondents)

(Continued)

Source: National Service Research Survey of Farmers Branch Residents, Sept. 2012

Q. How Important are Q. Rate the Quality of | Importance
these city services? these Farmers Rank
_ _ Branch city services
Clty Service Very/Somewhat Importance Excellent Quality Mean
Important % Mean Score Good % Score
Providing pathways i sidewalks, trails, 84.9 3.31 67.9 2.80 10
bike paths
Animal control services 85.7 3.33 76.6 2.96 11
Special events (Liberty Fest, Blue 65.8 2.85 82.5 3.17 12
Grass, Christmas, etc.)
Providing variety of recreational 71.2 2.93 80.3 3.06 13
programs
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Importance Mean Scores by City Services
by Respondent Sub-Groups

Mean Importance Scores

City Service Al Mailed Online
Respondents | Respondents | Respondents
Providing public safety (police, fire, etc.) 3.93 3.95 3.91
Maintaining streets and roads 3.78 3.80 3.76
Programs to revitalize the 1 3580s| r 8&b2ai || a3xbBas
Residential trash services 3.80 3.85 3.75
Programs to revitalize the 135 06s| r 851 dent3b5al
Code enforcement services 3.46 3.52 3.40
Maintaining appearance of parks, landscapes and facilities 3.55 3.57 3.54
Senior citizen services 3.21 3.27 3.15
Library services 3.26 3.28 3.23
Providing pathways i sidewalks, trails, bike paths 3.31 3.31 3.32
Animal control services 3.33 3.40 3.25
Special events (Liberty Fest, Blue Grass, Christmas, etc.) 2.85 2.85 2.85
Providing variety of recreational programs 2.93 2.93 2.94
RESEARCH
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Service Prioritization

o . Most Additional Dollars May be Required
Maintain spending

Important

Continued Emphasis Opportunities for Improvement
(High importance and high quality) (High importance and lower quality)

V Public Safety V Revitalize residential areas
V Maintaining appearance of parks, landscapes V Revitalize retail areas

and facilities V Code enforcement services
(High importance with slightly lower quality ratings) V Maintaining streets/roads

Animal Control V Providing pathways (sidewalks, trails,
Residential trash services bike paths

High Quality LOVF\QI Q_ualltv
Rating ating

Exceeded Expectations
(Less importance and high quality) Less Importance

(Lower importance and lower quality)

V Providing a variety of recreation programs
V Special events

V Library services

V Senior citizen services

L east
Important
Citizens may be willing to give up dollars for the services that are less important NATIONAL
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Service Prioritization

A Continued Emphasis (High importance and high quality)

A This area shows where the City is meeting customer expectations. Items in this area have a
significant 1 mpact on the customero6s overal/l
slightly increase) emphasis on items in this area.

A Opportunities for Improvement (High importance, lower quality)

A This area shows where the City is not performing as well as residents expect the City to
perform This areas have an impact on customer satisfaction and the City should increase
emphasis on items in this area.

A Exceeded Expectations (Less importance, high quality)

A This area shows where the City is performing significantly better than customers expect the
City to perform. Items in this area do not significantly affect overall satisfaction of residents.
The City should maintain (or possible reduce) emphasis on items this area.

A Less Important (Lower importance, lower quality)

A-This area shows where the City is not perfor
other areas, however, this area is generally considered to be less important to residents.
This area does not significantly affect overall satisfaction with City services because these
items are less important to residents. The City should maintain current levels of emphasis in
these areas.
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Suggestions for Improving the Quality of
Any City Service - 2012

38% of respondents provided a suggestion regarding improving the quality of city services,
top mentions are listed below.

A Improve recycling/make it convenient/provide curbside recycling

A Improve trash/recycling service (provide containers, more consistent service, etc.)
A Enhance code enforcement

A More businesses in shopping areas (better quality restaurants)

A Update/improve library

A Improve animal control

A Update or tear down dilapidated commercial buildings and apartments
A Add bike lanes and sidewalks

A Stop spending tax dollars on lawsuits

A Enhance perception of schools

A Improve Don Showman pool/expand hours
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KEY FINDINGS
Quality of Life
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Rating of Farmers Branch

Q. How Would You Rate: 2012 2010 2008
Excellent / Excellent / Excellent/
Good % Good % Good %

Overall quality of life in Farmers Branch 93% 95% 94%
Overall quality of services versus the taxes paid 85 92 93
Overall appearance of the City 84 93 87
Farmers Branch as a place to raise children 83 89 88
Farmers Branch as a place to work 83 91 87
Farmers Branch as a place to retire 82 92 90

Although a majority of respondents rated the overall quality of life in Farmers
Branch as excellent or good, other ratings show slight declines from previous years
ZKLFK VKRXOG EH FRQVLGHUHG LQ WKH &LW\JV SO|
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